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Abstract: Online Food Ordering is the buzz word today. Online ordering is more or less now becoming an acceptable norm owing 
to the various benefits that it offers to the foodies. Some of the benefits include: Convenience (you can order food with just few 
clicks / options) and ease of making payments. There is no requirement to keep the exact change handy, thanks to online payment 
methods which enable the user to make the necessary payment with ease.Feedback is most important in today’s world with regards 
to services. Positive word of mouth can attract lot of new customers and help retain existing customers. Online food delivery apps 
enable the users to provide their feedback for food quality, delivery and even attitude of the delivery personnel! This paper studies 
the growing importance of online food ordering. /The main objective of the paper is to understand. the reason why there is growing 
reliance on online food ordering ‘apps. 
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I. INTRODUCTION 


There are around 4.1 billion Internet users inthe world as at December 2018 (Internet World Stats, 2018). This number is seeing 
an increasing trend on a daily basis. Thanks to online food ordering, customers-are able’to relish their favorite food items and order 
them on the internet. Online food ordering facilitates customers to find variety of food items than ordering in the traditional way. It 
facilitates comparison of prices, customers can view detailed menu on food ordering apps. Technological reliance, ease of food 
ordering and no waiting in restaurants are-some of the reasons to opt for online food ordering. 

The importance of online food ordering is increasing significantly. Mobile apps ate nowadays multi-dimensional. They assist the 
users in making payments for buying groceries, paying bills and so on. Very few working professionals have got the time to prepare 
food. Food delivery apps have come to their rescue! The user is simply required to download the app from Play store or App store 
and register into the app by entering basic details needed for food delivery. Online food délivery apps are very popular in cities like 
Mumbai, Chennai, Bangalore and Hyderabad. 


II. LITERATURE REVIEW 


According to Jyotishman Das (2018), the reason why customers prefer online food ordering is Doorstep delivery, followed by 
Ease and Convenience. Customers are swayed and influenced to try online food ordering due to lucrative offers provided by the apps : 
discount schemes, coupons, referral codes. The factors that may restrict customers from ordering food online would be poor past 
experience and negative word of mouth from family or friends. 

According to Ashutosh Bhargave, et al, (2013), web service technology is widely used to develop new applications. It also 
attracts a large number of customers, increases the quality and speed of service. When food is ordered via android apps, wastage of 
paper is eliminated. For instance, for taking orders, paper is not required. The user can simply select the items required using the app. 
A customer who visits the restaurant has to wait for the waiter for taking the order. This is not a problem usually, but when there is 
too much crowd (during festivals), the wait time can lead to a negative impact on customer experience. Ordering via food delivery 
apps doesn’t take much time, the entire process can be completed in few minutes. This study also highlights one drawback of online 
food ordering : The user must have a compatible smartphone and must be e-literate. 

According to Sheryl E. Kimes (2011), there is growing popularity of online food ordering. The study highlighted that online 
food ordering system can be ameliorated by providing greater perceived control and convenience to the customers. Customers should 
be given ample choices so that they can easily customize their order, select the payment method and determine the delivery option. 
Security should be given key focus and customers should be informed that their debit/credit card details will not be compromised or 
shared with third parties. Customers should also be provided accurate timeframe pertaining to delivery of food items. Providing 
greater perceived control, convenience and reducing technological anxiety will lead to decline in the number of non-users. 
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III. OBJECTIVE OF STUDY 


To determine whether the students prefer online food ordering. 

To analyze the average money spent on online food ordering. 

To understand the key reason why students prefer online food ordering. 

To ascertain any challenges faced by them in online food ordering. 

To ascertain constructive feedback for improving online food ordering experience. 


dre a 


IV. RESEARCH METHODOLOGY OF THE STUDY 


Research Design: Descriptive research design is done. Survey method is used. 

Source of Data: Data required for the study is obtained from both primary and secondary sources. Questionnaire was used to collect 
data from the respondents. 

Description of Sample / Sample Size: The sampling unit is 80 students in the age group of 18 to 20. 


V. LIMITATIONS OF THE STUDY 


The study is limited to the age group of 18-20 years. Data was collected among the students of Mumbai city. Hence, generalization 
of results cannot be done. 


VI. ONLINE FOOD ORDERING APPS USED IN MUMBAI 


Here we look at the most widely used food ordering apps in Mumbai. 

3.1) Swiggy : It is one of the top rated food ordering app. Swiggy|commenced in 2014 when its founders decided to amend the 
way India eats. It launched its app in May 2015. Swiggy- witnessed love and affection of foodies. It gradually started expanding its 
operations. Of late, Swiggy is one of the leading food ordering and delivery platform. Quick delivery, Live order tracking and no 
restrictions on order amount are some of the benefits Swiggy boasts about. 

3.2) Zomato : Zomato finds its origin in 2008. Zomato has presence ifparound 25 countries. It offers the benefit to customer by 
selecting nearby hotel and placing an order. The user can view the menu,-check the prices of food items and take a decision to order. 

3.3) Uber Eats : It is another popular food ordering app imour nation. The app is/available on Google Play store. Uber Eats is the 
brainchild of Uber Technologies, known as taxi service provider» Uber Eats has global presence. The app is an arch rival to Zomato 
and Swiggy. 

3.4) Food Panda: It is successfully operating in 43 countries (2017). The app-.offers various kinds of coupons and tempting offers. 
It filters restaurants based on offers and discounts. It is available for 24/7 with the option to pre-order. Customers can avoid the rush 
hours by planning their meal ahead. 


VII. BENEFITS OF ONLINE FOOD ORDERING 


Today people have the luxury to order online owing to smartphones. People who are on a/break, traveling on their way back to 
home or who are sick can order quickly.and without much.efforts. Nowadays people do not have time to go outside for food, rather 
they prefer online ordering. Apps easily allow-us to order food in a jiffy. Ordering food online avoids any kind of misunderstanding. 
Noise in the restaurant or lack of focus by the hotel staff can create problems and irate the customer. Due to advent of food ordering 
apps, there is limited or no scope for confusion or misunderstanding. 

These apps are advantageous to the business firm too. They help in stimulating food sales, make the food ordering process 
automated. Due to automation, scope for error is minimized. Most apps offer Cash on Delivery option. It means that the user can 
order his favorite food, take the parcel and then pay for the order. Cash on delivery is preferred by few people as they do not like to 
share their card details. Cash on delivery option has instilled confidence in the minds of such users who are shy of providing their 
card number, expiry date and CVV for making payments. 

Apps provide an option to provide feedback. Users can rate the food quality, delivery service and offer constructive suggestions 
to enhance customer experience. Customers save time (as they do not have to go out and stand in queues), also they save money since 
they don’t have to incur any travelling expenses. Customer satisfaction is enhanced. 

Online food ordering also benefits in-house customers up to some extent. The hotel staff is no longer bothered by continuously 
ringing phones. The staff can now focus on in-house customers and provide them better customer service. 


VIII. DATA ANALYSIS 
8.1) Age Group of Students 

















Age Number of Students 
18 37 
19 37 
20 6 
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8.2) Out of the 80 students, 34 were Male and 46 were Female. 


8.3) The Question: “How often do you order food online” was answered by students as follows: 


Once a week 43 
Twice a week : 23 
More than twice a week: 14 


8.4) The Question: “How much do you spend on an average while ordering food online (in Rs.)” was answered by students as 
follows: 


Upto 200 : 29 

200 to 500 : 42 

More than 500 : 9 

8.5) The Question: “Why do you prefer to order food online using apps” was answered by students as follows: 
Easy Interface of Apps —: 13 

Quick Delivery ; 13 

Saves Time : 16 

Discounts and Offers ; 38 


8.6) The Question: “What challenges did you face when ordering food online” was answered by students as follows: 
Technical Issues : 22 


Delivery Issues : 22 
Food Quality Issues : 21 
Price/ Offer Related : 15 


TX. INTERPRETATION 


e 53.8% of the students order food online once a week, while 28.7%, order twice a week. It is interesting to note that despite 
the tempting offers provided by the apps, only 17.5% prefer to order more than twice a week. 

e 36.3% of the students spend upto Rs 200 on a single order. More than 50% spend in the range of 200-500. Only 11.3% 
spend over Rs.500 

e Discount and offers continues.to be the main reason why students are attracted towards online food ordering (47.5%). 
Saving time (20%) is the second most important reason for online food ordering. 

e Technical and Delivery Issues were the main challenges faced by students while ordering food online. 


X. CONCLUSION 


It goes without saying that online food ordering) apps are increasingly becoming popular. Discounts, wide variety of services and 
other additional benefits are forcing young minds to.order food online using apps. The key reason why students prefer to order food 
online is due to Discounts and offers. It was-also ascertained that on an.average student is spending Rs.200-500 while ordering food. 
Despite tempting discounts and wide range of benefits, only 17.5% of the students order food online more than twice a week. It 
implies that homemade food will not lose importance for a considerable period of time. The major challenge faced by students 
when ordering food online was technical and-delivery issues. Therefore, in order to enhance customer experience, the service 
providers need to work on resolving this issue. Only 16.3% voted for Easy App interface as the key reason for ordering food online. 
This also indicates that there is scope for improving user interface. 
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